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... how to to normalise death and dying in 
society, by encouraging planning and enabling 


















































'Fulfi ll the promise I made to my wife 25 
years ago: Go back to Thailand and stay at 
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pushed below the 
poverty line
 Corden, A., Hirst, M & Nice, K. (2008). Financial Implications of Death of a Partner. 






























any written plans about 
end of life wishes
discussed end of life 
wishes with someone
31% 24%

















‘I feel too 
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‘I don’t get around 
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laziness and other 
things to do’ ‘There’s 
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'When do I 
need that?'
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to talk’ 'I just don't know 
how to start the 
conversation 
with him..'
‘I don’t want 
to be seen as 
morbid’
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*ONS (2013). **Halifax (2015). ***ONS (2014).
Beck, J. (2016, January 5). When are you really an adult? The Atlantic. 







‘It’s the time when you go from thinking 
"we might" to "we will". It gives you an 









































































 ‘blindly signing papers, hoping that no one's 
going to screw you over’ 
- Bristol Death Fair attendee
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Register Office
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barriers with a 
curated list of 
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There are only two certainties in life, death and taxes.
By planning for and talking about death, we can make 
it easier on ourselves and our loved ones, so it’s one 
less thing to worry about.
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Limited company under 
Royal Trinity Hospice
Potential future set-up
Social enterprise with partners from 









































*Actual savings are 
probably delayed 
for a couple of 
decades as it has 
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'this would be so helpful'
'super work!'
'I can see myself using odds & ends - I need to 
make a new will'
- Attendees from our presentation at Dying Matters week
‘This is really good, and I'm very rarely 
impressed. I've seen other people attempt 
similar things over the years and yeah... I'm not 
very easily impressed’ 














Inpatients: 418 people/year (28 beds)
Outpatients: 271 people/year
Community: 1,231 people/year (3,500 home visits)









i.e. fundraising & 
publicity
1.01 million
Trading to raise funds
i.e. charity shops
2.78 million












































MVS 1st 2nd 3rd
Test locally (London) Building partnerships Rolling out nationally Rolling out nationally
Live chat / phone line
Trinity's new centre
Citizens Advice Bureau drop-ins / appointments
Age UK drop-ins / appointments
Local Mumsnet groups
Store-within-a-store 





























Life & health insurance
Pension & retirement planning
Organ donation
AD + AS























OD Will AD AS FP DL BLLPA
3rd party
just sign
semi 3rd partystoring preferences, not legally binding documents
NB! If odds & ends were to close, we'd make sure to warn people in advance 









is sent to 
you and/or 
trustée as pdf
legally binding, but requires 









Income stream #1: Reduced operating costs
RTH spend £7,280,000 on patient care. If 
those patients have already specified wishes, 
written wills and have come to terms with 
death, the staff hours required for these 









Income stream #2: Reduced NHS costs
ACP reduces days spent in hospital at EOL by  
8.3 days per person, saving on average £3,569.*
£3,569 / 2 
= £1,784 (per person)
£1,784 x 10,000 
= £17,845,000 in total savings
...which is 0.03% of NHS'  
current operating budget
* Abel, J. et. al. (2013). The impact of advance care planning of place of death, a hospice 
retrospective cohort study. BMJ Supportive & Palliative Care 2013:00, 1–6.
100,000 users with a 
10% conversion rate
NHS operating costs 
are 64,173,000,000
Assuming odds & ends is half 
as effective as ACP with doctor











*Actual savings are 
probably delayed 
for a couple of 
decades as it has 


















Income stream #3: Advertising and referrals
Let's take wills as an example.
Making a will costs on average £120.* 
5% of £120 
= £6 (per person)
£6 x 5,000 
= £30,000 in income p.a.
* Jones, H. (2013, February 15). Writing a will - the right way. The Guardian.
100,000 users with a 
5% conversion rate





MVS 1st year 2nd year 3rd year
250

















Total UK population 64 million
30-35 homeowners 1,680,000*
30-35 yr old marriages  120,000**
30-35 yr old  have children 880,000***




* ONS digital. (2015 January 22). Housing and home ownership in the UK. Office for National statistics.
** ONS digital. (2014 June 11). Number of marriages, marriage rates and period of occurrence. Office for National statistics.
*** ONS digital. (2015 July 15). Birth Summary Tables, England and Wales: 2014. Office for National statistics.



















Using contagion rate* and incentivising 
the first 400 users for MVS testing
4th year







MVS Year 1 Year 2 Year 3
Legal and accounting fees £1,000 £3,000 £3,000 £1,000 
Project management salaries £20,000 £30,000 £30,000 £20,000 
MVS build £8,000 
Product development £6,000 £8,000 £2,000 
MVS user base £800 
Domain £50 £50 £50 £50 
Hosting £72 £72 £72 £72 
Digital marketing £4,000 £10,000 £10,000 
Print marketing £1,000 £5,000 £5,000
Travel expenses £100 £1,200 £500 
Reserve for contingencies £5,000 £5,000 £10,000 £15,000 
Total expenses £34,922 £49,222 £67,322 £53,622 
* ONS digital. (2015 January 22). Housing and home ownership in the UK. Office for National statistics.
** ONS digital. (2014 June 11). Number of marriages, marriage rates and period of occurrence. Office for National statistics.











Measuring the percentage of Odds & Ends users, 
who completes certain documents. We can then 
benchmark this number against the statistics available 
for the general population, and compare percentages.
We can measure percentage of completed documents 
and conversion rates from partners to show that O&E 











Capturing feedback from users (e.g. “do you feel 
prepared”), and linking this up with other studies, 
e.g. the report from Royal London that shows that 
there’s a direct link between feeling prepared and 
having greater financial security. This way we can 
show that people ensure greater financial security, 











For documents where we’ve asked for a trustée (i.e 
funeral planning, LPA and AD) once the user of O&E 
has died we could contact this person to show the 
direct link between ‘better deaths’ and planning. 
This would be compared with a control group who 











As we’re not saving emails, it’s difficult to capture 
the benefits. Would have to restructure the section, 
or put tags on IPs, so that if those people do 









A/B testing for pricing strategy; does it 
devalue the service e.g. to upsell lawyers. 
When is it “too commercial”? Would you 
rather pay for the service?
More thorough testing of website and 
resources, from talking kits to UX and UI as 





ays in •	Letter from odds & ends, triggered by the Land Registry 
publishing full address (& sales price) 3 months after 
buying the house
•	Pinterest — strategy infographics on: “6 things to  
do after buying a new home”. Keywords search 
#newhome #buyingfirsthome #kitchendesign 
#bathroomdesign
•	Magazines — Ideal Home Magazine, Country Homes 
& Interiors Magazine, Style At Home Magazine House 
Beautiful Magazine, Real Homes Magazine. Strategy: flyers, 
paid ads, advertorial, promos












ays in •	Partnerships with local Register Offices. Tag onto the 
'ceremony pack' sent out after registering marriage; 
encourage other planning activities to take place after 
planning your special day.
•	Pinterest — strategy infographics on: “10 things to do  
when you're married”. Keywords search #newlyweds 
#weddingplanning #wedding #firstyearofmarriage
•	Rockmywedding.co.uk (75,000 page views / month) - 










•	Pinterest — strategy infographics on: “5 documents you 
will need in your lifetime” “life admin”. Keywords search 
#lifehacks #lifetips #todo #lifeplanner #beforeidie 
•	SEO — keywords search #wills #will writing #i need a will #do 
i need a willl #Advanced statement #guardianship #lasting 
power of attorney #organ donation #Advanced statement 
Bucket list
•	Pinterest — strategy inspo pics & quotes. Keywords search 
#lifegoals #dreams #todo #bucketlist #beforeidie 
•	SEO — keywords search #bucket list #things to do #things 





ays in •	Partnerships with NHS trusts; health visitors at healthcheck 
9 months after birth
•	Mumsnet (4 million page views / month)  
(Mumsnet Local) — Pay per click ads, MPU, comments on 
forums, advertorial on wills/guardianship
•	Netmums (3.6 million page views / month) — as above
•	Pampers or Bounty — perhaps partnerships or  
cross-promotion



















Life stages for death and dying
after death (for the people left behind)
any stage can be skipped or repeated



























suspicion processing treatment last moments
preparing  














Start saving,  
get a mortgage 
& buy new home
‘The five touches’ 
e.g. articles, TV 
ads, personal 
circumstances
‘The five touches’ 
e.g. articles, ads 
at Mumsnet etc., 
Bounty
‘The five touches’ 
e.g. articles, TV 
ads, personal 
circumstances
‘The five touches’ 
e.g. articles, TV 
ads, personal 
circumstances
‘The five touches’ 
e.g. articles, TV 
ads, personal 
circumstances
Get pregnant & 
have a baby
Propose, say 
yes & register 
marriage
Have a coffee, or 
drop by
Googling some 
aspect of end of 
life plannig
Receive letter 
/ see ad on 
Pinterest or in 
magazines




print and use 
resources
On the basis of 
recommendations, 
choose your plans
Update or  
confirm details
Once something’s 





After one month 
of first access: Do 
you wish to keep 




DISCOVERAWARE CONSIDER JOIN SET-UP USE
CHANGE  
OF SITUATION CONTINUED USE
DEATH
HAND-OVER USE






















See poster, flyer 
etc. at health 
visitor / see ad 




with ad or info 
from odds & ends
Watch promo 






& personalise  
(‘self-assess’)
Learn about and 
start making plans, 
set reminders
Accept being a 
trustée    sign-up
Coaster,  
leaflet, flyer, 
point of sales 
display, staff 
interaction etc.
Grows over time; 
















based on plans 
of deceased
Click link / go to 
website













LIFE TRANSITIONS / WAYS IN END OF LIFE PLANNING DOCUMENTS
BUYING A HOUSEHAVING A BABY ORGAN DONATION DIGITAL LEGACY BUCKET LIST FUNERAL PLAN ASWILL AD LPA
Local register 
offices

































































Preloved etc.  
(sell old)
Post Office 
(for change of 
address)
Local ante- and 
post-natal classes 
and groups



















The NHS  
(NHS Blood and 
Transplant, as 


































































Legal help,  
e.g. lawyers, 
which.com 



































Office of the 
Public Guardian
















































































































































































































































































































































































































































































































































































Advance care planning (ACP) is a process 
“whereby a patient, in consultation with health care 
providers, family members and important others, 
makes decisions about his or her future health care, 
should he or she become incapable of participating 
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‘Thinking Ahead’ – GSF Advance Care Planning Discussion                                                                                
   
           




We wish to be able to provide the best care possible for all patients and their families, but to do 
this we need to know more about what is important to them and what are their needs and 
preferences for the future. 
 
The aim of any discussion about thinking ahead, often called an Advance Care Planning Discussion, is to 
develop a better understanding and recording of peoples’ priorities, needs and preferences and those of 
their families and carers. This should support planning and provision of care, and enable better planning 
ahead to best meet these needs. This philosophy of ‘hoping for the best but preparing for the worst’ 
enables a more proactive approach, and ensures that it is more likely that the right thing happens at the 
right time. 
 
This example of an Advance Statement should be used as a guide, to record what the patient DOES 
WISH to happen, to inform planning of care. In line with the Mental Capacity Act (2005), this is different 
from a legally binding refusal of specific treatments, or what a patient DOES NOT wish to happen, which 
is called an Advance Decision (to refuse treatment) (ADRT). 
 
Ideally an Advance Care Plan should be discussed to inform future care at an early stage. Due to the 
sensitivity of some of these issues, some may not wish to answer them all, or may quite rightly wish to 
review and reconsider their decisions later.  This is a ‘dynamic’ planning document to be adapted and 


















Family members involved in Advance Care Planning discussions: 
 
Name:       Contact tel: 
 
Name of healthcare professional involved in Advance Care Planning discussions: 
 






Next of kin / carer signature (if present) 
 
Date 
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Thinking ahead….  
1.  At this time in your life what is it that makes you happy or you feel is important to you? 
 
 











4.  Do you have a Legal Advance Decision to Refuse Treatment document? (This is in keeping with 
the Mental Capacity Act (2005) and enables people to make decisions that will be useful if at 
some future stage they can no longer express their views themselves)   No / Yes  
If yes please give details (eg who has a copy?) 
5.  Proxy / next of kin 
Who else would you like to be involved if it ever becomes difficult for you to make decisions or if there 
was an emergency? Do they have official Lasting Power of Attorney (LPoA)? 
 
Contact 1 …………………………………………… Tel……………………..          LPoA  Y / N 
Contact 2 …………………………………………… Tel……………………..          LPoA  Y / N 
 
6.  Preferred place of care  






















Almost two thirds (64%) of UK adults don’t  
have a will and of those that do, almost a third are 
out of date as they have not been revised to take 
into account major life changes including marriage, 
children and divorce.
Study by Investec Wealth & Investment (2014). Research conducted in May 2014 by Consumer Intelligence.
'D
eath
 feels far o
ff
'
Around one in five (23%) of those aged 75  
haven't discussed their end of life wishes because 
death seems far off.
British Social Attitudes, 2013. By National Center for Social Research.
'People with newly diagnosed life-threatening 
or life-limiting illness often find it difficult to talk 
about their end of life preferences at this time, and 
people who become ill suddenly may never have 
the opportunity. Such findings suggest probable 
benefits in discussing end of life preferences while 










Abba, K. et. al. (2013). Interventions to encourage discussion of end-of-life preferences between members of the general 






'Unfortunately, EOL discussions are often poorly 
documented in the medical record, and other 
studies have revealed that patients are caregivers 
recall of conversations often disagree.'*
'Although documentation is often  
completed during the process of advance care 







*Wright, A. A. et. al. (2008). Associations between end-of-life discussions, patient mental health, medical care 
near death, and caregiver bereavement adjustment. JAMA, 300(14), 1665–1673.
**Detering, K. M. et. al. (2010). The impact of advance care planning on end of life care in elderly patients. BMJ, 340, c1345.
'if people are able to easily connect with services 
that help them make concrete plans, the danger 










Corden, A., Hirst, M & Nice, K. (2008). Financial Implications of Death of a Partner. The University of York, Working Paper No. ESRC 2288 12.08
'71% of people agreed that they felt  
comfortable talking about death with friends and 
relatives, although almost the same proportion 
said they thought most people in Britain felt 











Abba, K. et. al. (2013). Interventions to encourage discussion of end-of-life preferences between members of the general 
population and the people closest to them - a systematic literature review. BMC Palliative Care 2013, 12:40
'EOL discussions were not associated with higher 
rates of Major Depressive Disorder, or more “worry”'
'Despite physicians’ concerns that patients 
may suffer psychological harm due to EOL 
discussions,5-7,9 we found no evidence that 
they were significantly associated with increased 








Wright, A. A. et. al. (2008). Associations between end-of-life discussions, patient mental health, medical care 
near death, and caregiver bereavement adjustment. JAMA, 300(14), 1665–1673.














Detering, K. M. et. al. (2010). The impact of advance care planning on end of life care in elderly patients. BMJ, 340, c1345.
' The likelihood of achieving complete 
documentation for advance care planning 
correlated strongly with the presence of 
family members'
'ACP is associated with a reduction in the  
number of days in hospital in the last year of life 
with less hospital costs'
'The mean number of days spent in hospital in 
the last year of life for those patients who had 
completed ACP was 8.3 days less than those who 
had not. The overall cost of hospital admissions in 
the last year was £3,569 less for those people who 













Abel, J. et. al. (2013). The impact of advance care planning of place of death, a hospice 
retrospective cohort study. BMJ Supportive & Palliative Care 2013:00, 1–6.
Detering, K. M. et. al. (2010). The impact of advance care planning on end of life care in elderly patients. BMJ, 340, c1345.
'Evidence also shows that advance care planning 
and end of life discussions reduce stress, anxiety, 
and depression in surviving relatives.' 
'Family members of the intervention group were 
more likely than those of the control group to 
be very satisfied with the quality of death from 
both their own perspective and the perceived 










'Instead, the worst outcomes were seen in  
patients who did not report EOL conversations. 
This group received significantly more aggressive 
medical care in their final week of life, which 
was associated with worse patient quality of life 
near death. In addition, their bereaved caregivers 
experienced worse quality of life, more regret, 
and were at higher risk for developing a Major 










Wright, A. A. et. al. (2008). Associations between end-of-life discussions, patient mental health, medical care 
near death, and caregiver bereavement adjustment. JAMA, 300(14), 1665–1673.
'Seven in ten (69%) of people recently bereaved 
said they were unprepared for the death of their 
partner either financially or practically'
'people who have taken more steps to prepare 
themselves – and who felt practically or financially 
prepared for what they would have to face – are 
likely to experience less upheaval and greater 
financial security than those who are unprepared.'










'The overall drop in income following death of a 
partner pushed one in five households (20 per 
cent) below the official poverty line.'
'Around one in four, experienced a substantial 
drop in their household financial resources 
(that is, a drop of more than £100 a week in 
equivalised income)'
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